Objective: Stroke clients' satisfaction while being hospitalized need to be concerned because it will affect their follow-up treatment. This study was conducted to determine stroke clients' satisfaction toward nursing care in neurology ward. Methods: This study was cross-sectional approach performed in 25 hospitalized patients consecutively at the neurology ward. Results: The result shows 60% of stroke clients were satisfied with the nursing care in neurology ward, especially for the assurance dimension (76%). Conclusion: Suggestion for the hospital is to optimize the nursing care quality in the neurology ward.
Introduction
Stroke is a complex and common health problem which needs special care from healthcare provider. Stroke gives huge impact on functional status, one's ability to do daily activities normally in order to fulfill basic needs, performing role, and maintain health status. Functional status was one of the factors affecting the quality of life stroke clients 1 . This quality of life was believed to be improved by receiving healthcare professional's treatment.
Research conducted by Alasad, Abu Tabar, & AbuRaz revealed clients' satisfaction during hospitalization is the strongest factor of the quality of care 4 . Dissatisfied client were less likely to visit for follow up care and follow the recommendation after discharge 9 . In stroke cases, follow up care either in primary care or hospital is strongly needed to prevent further disability. It also affects the family anticipation of recurrent stroke 5 .
There are many factors that influence stroke clients' satisfaction. Theofanidis, Fountouki, & Pediaditaki proved that stroke clients' satisfaction during hospitalization mostly depends on the quality of nursing care, especially the attitude of the nurse 13 . Soft skill attitude such as polite, respectful, and good listener were believed to affect the satisfaction 2 . The relationship between nurses' attitude and client satisfaction in their study revealed that nurses should concern about affective aspects when it comes to caring for client.
Although the research of clients' satisfaction was explored, there was no specific research focusing on stroke clients' satisfaction during hospitalization in neurological ward. Nevertheless, the length of stay (LOS) of stroke client tend to be longer than other disease), which ranged from 7-14 days. Inadequate care would delay healing process and induce complication 6 . This study will further explore stroke clients' satisfaction toward nursing care in neurology ward.
Methods
A cross-sectional design was used for this study. Respondents included 25 clients who were recruited consecutively using total sampling method. They were asked to elicit experiences during hospitalization using Likert scale. Clients with disability were facilitated with flashcards. This cross-sectional and descriptive study was analyzed with univariate analysis to determine the percentage of respondents' characteristics and satisfaction based on the five dimension of satisfaction. This study spanned from May 2017 to June 2017 and a total of 25 clients were assessed using SERVQUAL Questionnaire. SERVQUAL Questionnaire includes five dimension of satisfaction (Tangible, Reliability, Responsive, Assurance, and Empathy). Table 1 shows the data Demographic of the stroke. More than half of respondents were aged more than 55 years, and had advance educational level.
Results and Discussion
Majority of respondents were female (80%) and used Indonesian national insurance (BPJS PBI). Table 2 shows that 64% of clients were satisfied with nursing care which provided in neurological ward. Similar finding was reported by Herawati's study indicated that 52.8% clients were satisfied with nursing care provided 10 . The similarity was possible due to identical instruments used in this study and the prior study. Another study evaluating patient's satisfaction was conducted by Wibawa, Kuntjoro, and Pinzonon general comparison of satisfaction rate in patients with stroke in two different hospitals 15 . Their study revealed that 80% of participants reported satisfaction. Participants of both hospitals demonstrated high satisfaction rate due to proper implementation of standard operating procedures (SOP). Rural area where their study was conducted also possessed distinctive characteristics that might contribute to significant difference in finding between this study and their study. Table 3 shows that tangible dimension of this study suggested the lowest satisfaction rate that was 60%. The analysis of participants' answers revealed that all participants claimed that nurses always wear clean scrub, 92% of them stated that nurses always look neat in every shift, and 80% of them stated that nurses demonstrate warm gesture to all patients. However, only 16% of participants confirmed that nurses introduce themselves during handover. It is owing to the fact that not all nurses perform introduction or only concern about patient's chief complaint.
There were 68% participants who reported satisfaction based on reliability dimension. The analysis of participants' answers revealed that 72% of participants claimed that nurses in neurological ward always perform physical examination related to manifesting symptoms promptly and appropriately. Furthermore, 80% of them stated that nurses always administer the medication on time. However, only 16% of them reported that nurses provide assistance in feeding a dependent patient. This result may be due to the fact that there were family members willing to assist patient's feeding or clients with dysphagia were having nasogastric tube inserted by nurses. Nurses in neurological ward were perceived to be fast upon call and responsive in managing patient's complaints thus made 68% of participants reported satisfaction in responsiveness dimension. The analysis of participants' answers revealed that 76% of them reported that nurses are fast in responding the call and 84% of them claimed that nurses always respond promptly in emergency situation. A nurse should always be responsive since he or she is the closest to and always around the client.
There were 72% participants who reported satisfaction in assurance dimension. Satisfaction with nursing care claimed the highest satisfaction rate based on this dimension. It had the highest figure as 92% participants reported that nurses perform interventions appropriately and confidently. However, there were only 60% participants confirmed that nurses provide explanation for client before performing an intervention. A study by Al-Neyadi, Abdallah, and Malik 3 reported that satisfaction rate in assurance dimension reached 55% or the highest among other dimensions (tangible 53%, reliability 54%, responsiveness 48%, dan empathy 53%). This finding confirmed that nurse's skill is a firm indicator in identifying satisfaction in comparison with other health professionals. Nurses are perceived to possess a proper psychomotor skill as proven by their ability to meet client's expectation in ward.
The study findings suggested that 64% participants reported satisfaction with nurse's empathic approach. An item describing "Nurse listens to patient's complaints compassionately" was filled out with the score 4 by all participants. Providing attention when listening to a complaint is the most common indicator of empathy dimension used in various studies, including those outside nursing studies. The participants perceived that nurses always there to listen and respond with their complaints. Item number 38 in empathy dimension describing "Nurse encourages patient to call (hit the buzz) for complaint" was filled out with the score 1 by all participants since none of the rooms in neurological ward had a call button. Well 14 stated that call button in patient's room may promote satisfaction rate and prevent falls. Falls in patient with stroke should be avoided by all means since it may lead to rupture of blood vessels in brain. Therefore, a nurse call button should be installed in every patient's bed. Table 4 revealed that participants aged above 55 years reported higher satisfaction than those aged below 55 years. This result corresponded with Naidu's 12 and Batbaatar, et al.'s study 7 which concluded that advancing age was directly proportional with higher satisfaction rate. It is possibly due to younger age clients had higher expectation toward nursing care.
Male participants reported higher satisfaction than female participants. A study by Gonzalez-Valentin et al. also confirmed that females had lower satisfaction rate than males 8 . This finding may be resulted from higher prevalence of males among patients with stroke (80%). Moreover, majority of female participants also reported dissatisfaction with nursing care provided (16%).
Majority of participants with higher educational background reported satisfaction with nursing care. Contrarily, Naidu's study suggested that people with higher educational background had a higher level of satisfaction 12 . Authors concluded that higher satisfaction rate in this study was resulted from greater number of participants with higher educational background involved. Participants with BPJS PBI reported satisfaction with nursing care provided. Participants with BPJS PBI reported higher satisfaction with nursing care than those without BPJS PBI. Clients who had their hospital bills covered by health insurance had higher satisfaction rate than those without health insurance 11 . It is probably due to higher expectation among participants without BPJS PBI and greater number of participants with BPJS PBI.
Conclusion
The characteristics of stroke clients' in this research were mostly below 55 years old, male, well-educated, and use BPJS PBI to pay for hospital bill. 64% of clients were satisfied with nursing care provided in neurological ward, especially in assurance dimension. Strategies to optimize clients' satisfaction included handover process, health education before performing intervention, being with the physician while they are examined, and modification by utilizing nurse bell or call button. This study has a limitation which is homogenous sample that makes the result can only be used by similar characteristic. Further studies using heterogenous sample are needed to broaden the result and determine factors affecting stroke clients' satisfaction.
